DOCKET FILE COPY ORIGINAL
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l(:-:zmh'mmr OF 85 7th Place East, Suite 500
OMMERCE 5t. Paul, Minnesota 55101-2198

651 .?96.40?6“ FAX _Eﬁb}.???.l??z_ﬁ TTY 651.297.3067

June 19, 2003

"RECEIVED & INSPECTED

Office of the Secretary

Federal Communications Commission JUN 1 9 7003
Attn: Marlene H. Dortch M
445 12" Street SW, Room TW-A325 FCC - MAILROO!

Washington, D.C. 20554 :

RE: CC Docket No. 98-67

As required by the Federal Communications Commission Impreved TRS Order (Docket
No. 98-67), please find herein the State of Minnesota’s Telecommunications Relay
Services (TRS) annual consumer complaint log summary for the 12-month period
commencing on June 1, 2002, and ending on May 31, 2003. The attached report includes
all complaints received that allege a violation of the federal TRS mandatory minimum
standards received by both the Minnesota Relays” Consumer Relations Office and the
Sprint Communications Company Customer Service.

Included in this mailing please find one original and four copies of our consumer
complaint log summary, Also enclosed is an electronic disk copy (3.5-inch diskette) of
our summary. In addition, an electronic copy has been sent to Erica Myers via e-mail.

If I can be of further assistance, please feel free to contact me.

st rcgm-

im Alan, TAM Administrator
Minnesota Department of Commerce
85 7" Place East, Suite 600
St. Paul, MN 55101-3165
(651) 297-4565 Voice
(651) 297-3067 TTY

ce! Glenn Wilson, DOC Commissioner
Dr. Burl Haar, Executive Director, MPUC ——
Lillian Brion, MPUC
Erica Myers, FCC Consumer & Governmental Affairs Bureau

Enforcement: 1.800.657,3602 Licensing: 1.800.657.3978
Energy Information: 1.800.657.3710 Unclaimed Property: 1.800.925.5668
www. commerce.state.mn.us An Equal Opportunity Employer
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June 2002

SERWICE COMPLAINTS

00 Answer Wait Time Li]
#01  Dial Qut Time Q
#02  Didn Follow Database Instrostions a
HOZ  Didrt Follow Cusiomer nstructions 3
#04  Didn't Keep Custormer Infermed 0
#OS  Agent Disconneched Callés 1
#06 Poor Speling 0 MISC. COMPLAINTS
BT Typing Spesd Accuracy 0 #30  Rates 0
g08  Poor Woice Tone 0 #3i1  TTY Operator Service 0
8  Everything Relayed 1 #32 000 Number Acoess a
#10 HCO Procedures Not Followed 0 #213  Camer of Chaice 0
#11 VOO Procedures Mot Followed 1 i Metwork Recording 0
2 Tewo-Line WCEO Procadures Mot Follouwad 0 #35  Other Miscallaneous Type 0
#13  Background Noise Not Typed 0 TOTAL 0
#14  Feglings Not Described 0
#15 Recording Feaiure Mot Used 0 TOTAL COMPLAINT, 16
#16  MoEe in Center 4] OTHER CALLS
#7  Agent Was Rude 3 #36  Branding/Database Entry 4
#&  Problem Answer Machine 0 #37  Heguest (hrectory Assistance 8
#19  Spanish Service 0 #36  Test Calls 5]
#20 Speech to Speech 1 #39  Instructions/General GA
#21  Other Service Type 4 #40  Send Information &
TOTA 14 #41  Biling Question 4
TEGHNICAL COMPLAINTS #42 Punchase TTY a0
#22 Losi Branding i) #42 Referred o LEC 14
#23  Charged for Local Gall ] #44  Wanted Sprint Cust Service 18
#24  Trouble Linking Up 2 #45  Other 0
#25 Line Disconnectad 0 TOTAL 157
#26 Garbled Message i NOM-STATE REPORTED
#27 Database NotAvailable 0 #45  Request Relay Number 0
#28  Epit Screen a1 0
%28  Other Tachnical Typa 0
TOTAL 2 173




July 2002

SERVICE COMPLAINTS

Angwer Wialt Time

Dhal Dyt Time

Dedn't Fallow Database Insfructions
Didn't Follow Custamer Instructions
Dudn't Keep Customer Informed
Agent Disconneciad Caller

Poar Spalling

Typang Speed'Accuracy

Poor Vawee Tone

Evarything Relayad

HCO Proceduras Mot Followed
WEO Procedures Mot Foliowed
Mwo-Line VGO Procadures Not Foltowed
Background Noisa Nat Typaad
Feelings Not Described

Recording Feature Mot Used

Maise in Center

Agent Was Rude

Proslem Answer Machine

Spanish Sanice

Speach 0 Speech

Qther Sarvice Type

Ra o | &= | &

[=]

MLSC. COMPLAINT S

TOTAL

Slo|l=lololw|ololojola|a|la|a|S|=|S|o

TECHNIGAL COMPLAINTS

Lr¥s
#23
#24
#256
#26
#27
wza
E i)

Lost Branding

Charged for Local Call
Trouble Linking Up
Ling Disconnechsd
Garbled Meszage
Database Mol Avallable
Spit Sereen

Other Technical Typea

TOTAL

afr of o= = ===

#30 Rates Q
231 TTY Oparator Sensce 0
#32 800 Number Access 0
#33  Carnier of Choice 0
#34  Metwork Recording 0
#35  Other Miscellaneous Type a
TOTAL) 0
OTAL PLA 13
QOTHER CALLS
#3456  Branding/Database Endry g
#AT  Requst Dinactony ASSIBIaNcS 3
#28 Test Calls 8
#38  InsiructionsiGeneral G0
#40 Send Information 7
#41  Billing Question 4
242 Purchase TTY £l
#43 Relered o LEG [
#4d4  Wanted Sprint Customar Sarvice 4
#48  Other 0
TOTAL] 138
NOM-STATE REPORTED
w48 Reguest Relay Numbear o
]
162




August 2002

SERVICE COMPLAINTS

#00  Answer Wail Time 2
201 Dl Gyt Time 1
#02  Didn't Fellow Database Instructions 1
#03 Didn't Fellow Customer Instructions 2
#04  Didn't Keep Customer Infarmad 3
#05 Agent Disconnected Caller 2
#08 Poor Spelling ¥ MISC. COMPLAINTS
HO7  Typing Speedinoseacy 1 #30  Rates 0
#08 Poor Voice Tone o] ¥31  TTY Operator Service [
#08  Evarything Relayed | #32 900 Mumber Accass 0
#10  HCO Procedures Mot Followed 0 #33 Carrier of Choice 0
#1171 WEO Procedures Mot Followed Q Fi4  Metwork Recording ]
#12  Twa-Ling VOO Procedures Not Followed ] #35  Other Miscellaneous Type 0
#13  Background Maise Not Typad 0 TOTAL 0
#14  Fealings Not Described Q
#15 Recording Foature Mot Used 0 TAL COMPLAI <6
#18  Noise in Center 0 OTHER CALLS
BT Ageni Was Rude 2 #36  BrandingDatabase Entry 7
#18  Problem Answer Machina 3 #37  Request Direciory Assistance 4
#19  Spanish Service 0 38 Test Calls a5
20 Speech o Speech il #3%  Instructions/General B1
221  Other Service Type 4 #40  Send Information 3
TOTAL 22 #4171 Billing Question 3
TECHNICAL COMPLAINTS Wiz Purchasa TTY 23
#22  Lost Branding 0 #43  Referred o LEC -}
#23  Charged for Local Call 1 #44  Wanted Sprint Customer Service g
#24  Trouble Linking Up 1 #45  Other 0
#25  Line Disconnected o TOTAL 138
#26  Garbled Message 0 NON-GTATE REPORTED
#27  Database Not Avallable (3] a6 REqI.IE-![ FEE|E:,' Humber o]
#28  Spit Screen 0 ]
#20  Other Technical Type 2
TOTA 4 165




September 2002

SERVICE COMPLAINT S

#00  Answer Wait Time 0
201 Dial Qul Tirme 0
202 Dion't Felow Database Instructans 1
#03  Didn't Fellow Customar Instructions !
#04 Didn't Keep Customar informed 0
#08 Agent Disconnected Caller 2
#06 Poor Spelling 0 MISE, COMPLAINTS
207 Typing SpeediActuracy 0 #30 Rates 0
#08 Poor Voice Tone ] ¥ TTY Qperater Service Q0
#0% Evanshing Relayed ] #32 400 Humber Access o]
#10  HCO Proceduras Not Followed [¥] #33  Carner of Choice i
#11 VOO Procedures Not Followed 0 #34  Metwork Fecording 0
#12 Two-Ling VGO Procedures Nod Followed o 35  (Hher Miscellanecus Type 0
#13  Background Nolse Not Typed 4] TOTAL [§]
#14  Feealings Not Descnbed Q
#15 Recording Feature Mot Used 0 AL G LAIN 1
¥18  Naoise in Cenber Q QTHER CALLS
¥1T  Agent Was Ruda 0 #36  Branding/Database Entry 1
#1B  Problem Answer Maching 0 #37  Requed] Direciony Assslance o
#19 Spanish Service 0 ¥38 Test Calls 13
20 Speech to Speech 1 #3%  InstuctionsGeneral o9
#21 rher Senice Type 3 #40  Send Information B
TOTAL| B #41  Billing Question 1

TECHNICAL COMPLAINTS #42 Purchase TTY T
£22  Losl Branging 0 w43 Referred 1o LEC
#23  Charged for Local Call 0 #44  Wanted Sprint Customer Service 5
#24  Troubse Linking Up 2 #45  Dbher 0
#25  Line Disconnectad 1 TOTAL 108
#26  Garbled Message 0 MON-STATE REPORTED
#27 Database Not Available 0 #46 Request Relay Number o
#26  Spil Screen o o
#29  Other Technical Type S O

TOTAL 3




October 2002

SERVICGE COMPLAINTS

#00
Wioa
W2

Answad Wall Tirme

Dial Ot Time

Didn't Follow Database Instructions
Didm'l Fallew Customar Instruclions
Didnt Keap Customer informed
Agant Disconnected Caller

Poor Spelling

Typing SpesdiAccuracy

Poar VWaice Tana

Evenything Ralayed

HCO Proceduras Mot Followed
WCO Procedures Mot Followed
Two-Line VOO Procedures Nod Folleved
Background Momge Not Typed
Fealings Mot Descnbed

Recording Faature Mot Lisad
Moise im Center

Agent Was Ruda

Problam Answer Machine

Spanish Sevioa

Speech 1o Speech

Gther Sarvice Type

MISC. COMPLAINTS

_— =T =0 =1 B = =l =l =l E=0 E=d =0 2l e =) = B B el B = R

TOTAL

=
ma

TECHNIGAL COMPLAINTS

Lost Branding

Charged for Local Call
Trouble Linking Up
Line Disconnechad
Garbled Message
Database Mot Available
SRt Sereen

Other Technical Typa

TOTAL

(=) =1 =1 =1 =] =1 =] =l L=

#30 Rates 1
#31 TTY Operator Service 1}
#2312  800 Numbed Acoass 0
#23  Camer of Choice 0
#34  Metwork Recording ]
#35  Olher Miscslanaous Type U
TOTAL 0
TOTAL COMPLAINTS] 12
OTHER GALLS
#18  BrandingiDatabase Entry 13
#37  Raeguast Directory Assistance 7
W35 Test Calls 16
#38  Instruction sGenaral 73
#40  Send Infarmation 4
#41  Billing Quastion 1
#42 Purchasa TTY 1w
#43 Retered w LEC &
#44  Wanled Sprint Customar Semvice &
#45 Other N 0
TOTAL 145
NOM-STATE REPORTED
#48  Fegques! Relay Number 0
0
187




November 2002

SERVICE COMPLAINTS

#00  Answer Wall Time Q
401 Dial Out Time 0
M02  Didnt Follow Database Instructions 0
#03  Didn't Follow Cusiomer Instructions d
#04 Didn't Keep Customer Informed ]
#05 Agent Disconnacted Callar 2
#0686 Poor Spelling 0 MISC COMPLAINTS
#OF  Typing Speedidocuracy o] #30  Rates a
wE  Poor Woice Tone 1] #31 TTY Operater Service 1]
#09  Everything Relayed O #32 900 Number Access o
#10  HCO Procedures Nol Followed 0 #33 Carrier of Chosca 0
#11  VICO Precedures Nod Followed 1] 134  Network Recording [*]
#12  Two:Line VOO Procedures Not Followed 0 #35  Other Missellanecus Typs 1
#13  Background Noise Not Typed o TOTAL 1
@14 Feelings Mot Described 0
#15 Recording Feature Not Used 0 TG TAL COMPLAINTS| 15
#18  Noise in Center 0 OTHER CALLS
#17  Agent Was Rude [} #36 Branding/Database Emtry B
#1B  Problem Answer Machine o] #37  Request Daiectory ARsistance 5
#10 Spanish Service 0 #38  Tes! Calls 18
#20  Speoch o Speach 0 #35  Instructions/Genaral 64
#21 Oiher Service Type 2 #40  Send Information L]
TOTAL] ] @41 Billing Questian )
TECHHNICAL COMPLAINTS #42 Purchase TTY 18
¥22 Lost Branding 0 #43 Referred lo LEC g
#23  Charged for Local Call 1] #4  Wanted Sprinl Customer Service &
#24 Trouble Linking Up & #45 Other O
#25 Line Disconnected 0 5 TOTAL 136
#26 Carbled Mazzage 0 NON-5TATE REFORTED
#27 Database Mot Avallable a #45  Request Relay Number 0
#28  Spit Sceen a 0
#28 Other Technical Type 1
TOTAL 5 181




December 2002

SERVICE COMPLAINTS

#HOO  Answer Wait Time 1
#0101 Dial Out Time 0
#02 Didn't Follow Database Instruclions 0
#03  Didnt Follow Customer Instruchions 3
#04  Didrt Keep Customer Informed 0
#05  Agent Discannacled Caller i
#00  Poor Spelling 1 MISC. COMPLAINTS
#07  Typing Speedihccuracy 0 #30 Rates 0
#08  Pood Volce Tome o #21 TTY Operator Service 0
w09 Everything Relayed o] 32 000 Number Aceess a
#10  HCOD Procedures Nol Follcwed i} #33 Carrier of Choice 0
#11 VCO Procedures Not Followed Q #34  Network Recording 4
#12  Two.Ling VOO Procedures Mot Followed 0 235 OMner Miscellaneous Type 2
#13  Backgrownd Moise Not Typed 0 TOTA 2
#14  Feelings Mot Described 0
#15 Recording Featune Not Uised o TOTAL COMPLA| 1%
#16 Noase in Genter ] OTHER CALLS
#17  Agent Was Ruds 1 ¥38  Branding/Database Eriry
#18  Problem Answer Machine [+] #37  Request Directory Aesistance 5
#18  Spanish Sarvice 4] £38 Test Cals a
N20  Speech to Speech Q 39  Instructons e naral 72
¥21  Other Service Type g #40  Send Information T
TOTAL| 12 a1 Billing Quastan 2
TECHNICAL COMPLAINTS #42 Purchase TTY 13
#22 Losl Branding 0 #43  Refersd to LEC f
#23  Gharged for Local Gall 0 W44  Wanted Sprint Custamer Service 4
#24  Trouble Linking Up 1 #45 Oiher diret J
#25  Line Disconnected [ TOTAL] 122
#26 Garbled Massage 1] NON-STATE REPORTED
#27 Database Not Available a #48 Reguesi Relay Number [1]
#28  Spit Screen ] [i]
@20  Other Technical Type 0
TOTAL 1 137




January 2003

SERWICE COMPLAINTS
#00  Answesr Wait Time 0
201 Dial Out Time i
#02  Dign't Follow Database Instructans 0
203 Didn't Follow Cuslomer Instrections 5
w04 Didn't Keep Customer Informed 2
#05  Agent Disconnactad Caller [}
#06  Poor Spelling i] MISC, COMPLAINTS
HOT  Typang SpeediAccuracy 4] #350 Rates "]
W06 Poar Wosse Tone Q #31  TTY Operator Serwod ]
#OB Everything Relayed 1 #3532 S00 Murmber Access [*]
#10 HCO Procedures Not Followed H] #32  Carrier of Chiics 0
#11  WCO Procedures Nol Follcwed 1] #34  Network Recording 0
#12  Two-Ling VCO Procedures Mot Followed v #35 Other Miscellaneous Type 0
#13  Background Neise Not Typed 0 TOTAL 0
#14  Fealings Not Described 0
#15  Recording Feature Not Usad 0 TAL PLAIN 17
#1E  Noise in Centar +] OTHER CALLS
#17  Agent Was Rude 4 #36  Branding/Databaza Ertry 7
#1E  Problem Answar Maching 4] £37  Requesi Directory Assistance 5
#10  Spanish Service 0 38 Test Calls 28
¥20  Speech lo Speach 1 #3139  Instuctions!General 91
%21 Other Service Type 1 #40  Send Informatian 5
TOTAL] 15 #41  Biling Suestion 3

TECHNICAL COMPLAINTS #42 Purchass TTY 25
#22  Losl Bianding 1 #43  Refered o LEC 0
#23 Gnarged for Local Call 1] w44 Wanted Sprint Customier Service 1
#24 Trouble Linking Up 2 45  Oiher a
#25 Line Disconnected 1] TOTAL 173
#26  Garbled Massage 0 NON-STATE REPORTED
#27 Database Not Awvallable a #46  Reguest Ralay Number o
#28  Spit Screen 0 0
#20  Other Technical Type a




February 2003

SERWVICE COMPLAINTS

woo
w1
w0z
#03

Answear Wait Timea

Dial Out Time

Dedn't Follow Databass Instructions
[han't Fellow Gustomer Instructons
D't Keep Custamer infarmed
Agent Disconnecied Caller

Poxor Spelling

Typing Speedbccuracy

Poor Voice Tone

Everything Ralayed

HCO Procedures Mot Followed
VGO Procedures Not Followed
Two-Line VICO Procedures Mot Follow
Background Nolse Nat Typed
Feelings Mot Describad

Repording Feature Not Usad

Noise in Center

Agant Was Rude

Preblem Answer Maching

Spanish Service

Speech to Speech

QHher Serwdd Type

MISC, COMPLAINTS

A== = =0 C=D =0 E=0 L= RS SR =1 R =1 =]

alag SISO (o

TOTAL

=]

TECHNICAL COMPLAINTS

L
#23
w24
#25
w5
wav
w28

Lost Branding

Charged for Lacal Call
Troukie Linking Up
Line Disconnected
Garbled Message
Database Not Available
Spt Screen

Cither Technical Type

TOTAL

(=] =1 N=] E=]E=0 E=1 L= Lol Lo}

#30 Rates Q
#31  TTY Opearator Sarvice o
#32 600 Humber AGCess 0
#33 Carmier of Choica 0
#34  MNetwork Recording 1
¥25  Onher Miscellaneous Type 0
TOTAL 1
COMPLAI 11
OTHER CALLS
#36 Branding/Database enlry 7
137 Request Directory Assisiance 4
38 Tesi Calls 13
#3%  Instiuctions!General 61
#40  Send Information 4
w41 Billing Question 1
W42 Purchase TTY 12
w43 Refermed 1o LEG 11
#44  Wanted Sprint Customer Service 2
#45 Other d
TOTAL 113
NOM-STATE REPORTED
#46 Reqguest Relay Number 1]
4]
176




March 2003

SERVICE COMPLAINTS

#00
#01
#02
A02
#04
RO5
HOE
HOT
]
]
#i0
11
12
LAk
714
15
LA L&)
#17
Lok
k]
w20
Wi

Answar Wait Teme

Deal Oud Tirme:

Crdn't Follow Database Instructions
Dhdn't Fallow Customes Instruchans
Dridn't Keep Customer Infarmed
Agent Disconneciad Caller

Poor Spelling

Typing Speed’Accuracy

Posar Wone Tome

Everything Relayed

HCO Procedures Not Followed
WCD Procedunas Mot Followed
Two-Ling WCO Prodedures Not Follow
Background Noisa Not Typed
Fealings Mot Described

Recording Featurs Mol Usad

Moise in Canter

Agent \Was Rude

Problem Angwer Machine

Spanish Sanvice

Speech 0 Speech

Other Service Type

o =4 k=] k=

MISC, COMPLAINTS

TOTAL

e F=0 =1 E=l e =1 = = = =] =0 =1 E=2 k=1 B k=3 k=1 k=]

TECHNICAL COMPLAINTS

a2
#23
;o
w25
w6
wiv
#28
w9

Lt Brandmg

Charged for Local Call
Trouble Linking Up
Ling Disconnectad
Garbled Message
Database Mot Availabie
Spit Screen

Other Technical Type

TOTAL

(= E=1 =1 N=] k=3 =] "= § =]

w30 Rates Q
#31 TTY Operator Service Q
w32 900 Number Accass a
#31  Carrlers of Cholce 1
¥34  Network Recarding 0
#35  Other Miscellaneous Typs ]
TOTAL 1
TOTAL COMPLAINTS] B

OTHER CALLS
#36  Branding/Database Entry 3
#37  Reqguest Directory Assistance 2
238 TestCalls 17
@39 InstructonsiGeneral i
#40  Send Informatan 2
#41  Billing Questian 5
#42  Purchasa TTY 10
#43 Relerred 1o LEC i
#44  Wanted Sprint Customer Serice 4
#45 Other U
TOTAL| 123

NOMN-STATE REPORTED
#46 Request Relay Number 0
[i]
131




April 2003

SERVICE COMPLAINTS
HOD  Answeer Walt Time i}
#E1  Dial Ouk Time i]
#02  Didn't Follow Database nsbructons i}
#03  Didn't Folliow Gustomer Instnections 2
®04  Didn't Keep Cusiomar Informed 0
#05 Agent Disconnacted Callar 0
#08  Poor Spelling 0 MISC. COMPLAINTS
#07  Typing Speediccuracy i} #30  Rates 1]
#08 Poor Voice Tone 0 #21  TTY Oparator Sarvice 2
w03 Ewerything Relayed a #32 800 Number Access a
#10 HOO Proceduras Nod Follewed 0 #3233  Camier of Choice 0
#11 VGO Procedures Mot Foliewed a #34  Network Recording Q
#2  Two-Line VGO Procedures Mot Follow o #35  Other Miscellaneous Type g
#13  Background Noise Mot Typed 0 TOTAL 0
#14  Feelings Not Descrbad 9
#15 Recording Feature Not Used 0 mmj 18
#16  Moise in Center 0 QOTHER CALLS
#17  Agenl Was Rude 3 #36  EBranding/Datsbhase Entry 8
#18 Problem Answer Machine il #37  Regquest Direclory Assislance 2
18 Spanish Service 0 #38  Test Calls 16
#20 Speech to Speech ] #35  InstructionsiGeneral a5
#21  Odher Service Type 0 #40  Send Information 3
TOTAL E #41  Billing Question 1
TECHHICAL COMPLAINTS #42 Purchase TTY 18
#22  Lost Branding 0 #43  Refered to LEC 8
#23  Charged for Local Call 0 4 WWanted Sprint Customear Service i
#24 Troublde Linking Up ] #45  Oher 0
#25  Line Disconnecied 0 TOTAL 136
#26  Garbled Message 4 MON-STATE REFORTED
#27 Dalabase Not Available 0 #4E  Request Relay Mumber o
#28  Spil Sereen 0 a
428 Oihes Technical Type 4
TOTAL 13 156




May 2003

SERVICE COMPLAINTS

w00 Andwier Whail Time 0
#1  Dial Out Time 0
2 Didr't Fallow Database Instrucions 0
#03  Didet Follow Cusiomer Instnuciions |
204 Didn't Keap Customer Informed 1
#05 Agent Disconnectad Caller 1
#06 Poor Spalling 1 MISC, COMPLAINTS
#07 Typing SpeediAccuracy 1 #i0  Raies [
#08 Poor Woice Tone i} #31  TTY Operator Sarice [u]
#053  Evarything Relayed o] #32  800 Number Access [
#10 HCO Proceduras Mol Followad "] #33 Carrier of Choice 0
#11  WCO Procedures Not Followed 0 #54  Metwork Recording 0
#12 Two-Line VOO Procedures Mot Follow o #3s  Other Miscellanecus Type a
#12  Background Nolse Not Typed o TOTA 0
#1d  Faelings Mol Described a
M5  Reconding Feature Mot Lsed o TATAL LAIN 19
#16 Nopise in Center 1] DTHER CALLS
¥17  Agent Was Rude 1] #35  Branding/Database enfry g
#18  Prablem Answer Machine i} #27  Reguest Direclony Assistancs 2
9 Spanish Senice 0 #38  Test Calls 10
#20 Speechio Speech 1 #IE  Instnection s/ General 7e
#21 Orher Servica Type [ #40  Send Infarmation 2
TOTAL 11 w41 Billing Question 0
TECHNICAL COMPLAINTS #42 Purchase TTY 16
#22 Lost Branding [¥] 43 Refered to LEC 5
#23  Charged for Local Call Q #44  \Wanted Sprint Cusiomar Service )
#24  Trouble Linking Up 3 45 Other 0
#25  Line Disconnectad 0 : TOTA 122
#26  Garbled Massage 3 NOM-STATE REPORTED
#27 Database Not Avallable g #48  Request Relay Number U
#28 Spit Sceen o 0
#20  Oiher Technical Type 2
TOTAL ] 141




June 2002

Tracking
¥

Date of
Gompletion

Cat. #
of Completion

Mature of Complaint

Date of
Resolutian

Explanation of Resolution

1820

0812102

24

Called into relay from work got TTY tones

06/18/03

24

06M12/03

Explained and offered co-worker
follow up but didn't want any,

Calied into relay fram home got TTY tanes,

06/03/02

1681

061 8/03

Dual user household - but TTY user
now gone so she s geing to brand
voice | sent her COB and axplained
how to use relay until CDB is on the
System.

The caller was placing @ cal to a hearing place
center and felt that this CA was extremely rude
and did not cooperate wf voice person resulting
in voice person hanging up on her.

06703102

| apologized 1o the customer and
assured the caller that this CA would
be followed up on. Asked in what
manner the CA was parceived rude.
TTY did not have the info and that
came from the voice person.
Followed up with the CA. CA stated
that the voice person asked the CA
to repeat once the GA was given and
the customer apparantly became
upset when the CA could not repeat.
The caller told him that they want
who speak English and the call was
terminated saon aftar.

0611002

Voice parson was upset that CA would not get
information to caller. Vieice sald = 1 am an
opaerator at a switchboard. Flease ask the caller
which Dr he wants to see. CA repeated what CA
typed. When asked again by voice CA said "l
will not. The caller is already on the ling. Voice
persan called relay to voice concern after call
had taken place. | told voice customer this
matter would be dealt with promptly with
supervisor in charge. Na follow up necessary.

06/11/02

Met with CA. CA states that he was
atternpting to get confirmation from
voice caller that they had received a
relay call so that he could type the
question to the VCO caller, Vaice
customer was not answering CA's
gquestion, "Have you received a relay
call before” He the went into the relay
explanation and sent the GA to the
VCO caller, The call went smoathly
fram that poeint en. CA understands
propér procedure for handling
‘'switchboard” calls. however this
voice caller did not indicate swilch
board nor did she ask how to direct
the call. This vaice caller wanted GA
to get info for actual Relay with this
voice caller which is not propar
processing. In this call CA was
proper to try to confirm familianty with
relay bafare he could procesd with
call,




TTY customer was upset agent hung up on
customer when TTY wanted to make anothar
call. TTY customer was frustrated. | apologized
for the incanvenience and assuras cusiemer

Spoke with CA She remembered the
call. She accidentally released the
call when reaching for another key.
She realized her mistake she made -
Returned call to custemear and
explained that it was a mistake on

Lo ? this information would be forwarded fo e LI ‘:"5 8 part. Customer &xplained
supervisor in charge. | offered follow up and that this has been happening to her
TTY customer did indeed want to be contacted . i
Customer was satisfied and disconnected. I8t us. knoiw when it hanpens 50 we
can follow through and see what may
have happaned. Customer was
satistiad with this
1862
Volce person was upset that the CA was typing
all of the sounds that were heard (sigh) (tapping
fingers) as well as descriptive sounds (sounds
impatient). | thankad the caller and
acknowledged that the CA's do need to relay
the call completely which includes sounds and
description. Callar was still upset said the CA
Lot : did not know how often the TTY / caller has 0613102 |CA followed corect procedure.
called them. | apologized fer any inconvenience
but reiterated that the CA's do nead to type
everything that was heard. Talked with CA and
they were positive that the voice person was
upset and irritated that the TTY kept calling
them. CA followed correct procedure,
1685
The CA said that when the customer
used the term Reg 900 she was
Custermer was concerned that this CA was not confused thinking he was calling a
familiar with regional B00. Thanked customar for voloe parson. | explained the reg 800
the information and assured him that the CA to her and she now understands
would be coached. Customer was also upset when to use it and why. | also told
el te 2 that when given 800 # to dial the CA asked "Are TR her that anytime a voice caller gives
you calling someona deaf or HH? before & # we never question who they are
attermnpting to dial. Customer was aware of calling. Automatically dial out and o
Sprint terminalogy reglonal 800, from there. She indicated she
understood and would follow that
procedure,
1987
Voice persan was very frustrated that CA was Cﬁ' statss they had placad the call
rude and had a bad attitude. Customer was p L L s
trying to reach other voice at a # with a 711 outbound. GA p?[ policy em;us-ed
sequence.. CA said was trying to explain 711 pulbﬂund and tried to explain to
. : g inbound that Relay was not needed.
situation. Voice person said CA's reply was
“well there is nothing | can do about it™ | assured Gqstc:mar bacame frustrated and
06/19/02 17 06/18/02 |agitated. Seemed to be a local

1994

the customer that the issue would be dealt with
-discussed with team leader at Relay. | also
encouraged customer to natify his phone
company regarding 711 issue. Customer
appeared reluctantly satisfied and
disconnected

exchange issue regarding a #
containing a 711 sengs within the #.
Discussed wi CA altemative phrase
to rediract caller, CA and ACU both
instructed caller to contact their
camer of choice regarding this issue.




Voice caller reports she just received a call from
relay reports the agent was snotty would not
answer any queshons. Caused the call to
becomea very confused when it could have been

Supervisor told caller | understoad
their frustrations and explained relay
palicy to nemain transparent and type
gverything heard. Alse explained that
even after call was completed the CA

Oz i 50 simple if she would have answered my 061802 |was restricted in w.hat coukd be
questions. Caller felt the operator handled the dFECHEEE—'ﬂ“. Apclogized Tm the rude
call, in an rice manner and should have :zr:llse;i'g;uggsf;iu:{:: tf:t:;:aize
B track the CA # 5o that follow up could

be done for coaching the behaviar
1995
TTY customer was upset CA typed garbled
rmessage to him so he hung up and dialed relay
again. | tald customer | would inform supervisar No foll dust

06/20/02 21 on duty and customer was satisfied, | offered 06r20/02 || 0 COW LB hecassary -due to
feadback from customer service and he said bachnicsl problem.
ves. Mo follow up necessary dua 1o lachnical

1996 probkem.
TTY customer believed CA explained relay | explained that CA did follow
'when instructed not to do s0. CA said customer| instructions on not announcing relay
tald her how to begin phone call "dial 0o, and also CA said did not explain
CA explained that thiz is exactly what she did relay. | explained to TTY that the

Lo e ant when vaice person appeared totally Lot macro 1ssue would be discussaed with
confused she sent explanatory relay message CA. | offered feedback from
to TTY to indicate that an explanation was customer service and Gustomer

1007 MEcEssany. requastad that this indeed be done.
Supervisor told callar that CA's
supervisor would be notified and
apolegized fer the frustration it

Customer called and asked for superviser to f:;s: ?‘;azu:;?r;z;é”::id ||1 agr?ﬂa '

repart that CA told her that relay does not ' , e
; - 4 be tald it wouldn't be tolerated. ACU

tolerate profanity and all she did was say "dial nd supsndsor witnessad call and

06/25(02 21 dammit” and felt that was not @ bad word. Said | o260z (2" “UP 8
relay must do whatever and never respond and WS CocricTHmbed 4= cloar abuse of
CA ruined her day. Wanted CA reprimanded at Ll ?ﬂd ACU using @ lot ot
once. pmfanlfy. CA did har job, Customer

alzo using "F* word at CA and ACU
supervisor documented. ACU told
custormer we do not tolerate profanity
toward CA.

1958

Complaint : Felt that the new agents needed
maore training. (according to agent unable to
understand number raquested with assistance).
Resoclution: Apologized for any complication and
0B/16I02 20 tat | would farward her concern of the training of DB/17/02 Gave info to 525 team leader for

4711

new agents (o appropriate person. Thanked her
and asked her if | could be of any further
assistance or place a call with an agent.
Declined to do so said thank you bye" and she

hung up.

further training




06/30/02

11

I have a complaint abaul famale cperator. |
asked if she new how to VCO-VCO call she
typed back, yes. She connected the call typed
"Hello" ther never typed anything alse. The call
got disconnacted. Was not able to reply ta the
WCO user as due 1o a technical problem the call
switched from F1 Lo F2 so whatever | typed
would not go through. Thie VOO user then
disconnected the line due to lack of response
related to the technical problem.

06402

Cannot call Ne name given and
permission not obtained.

308G

DE24/02

21

525 customer wants o help S25 operator
Does not consider his comments as complaint
against 525 operator. Customer reports that
aperator spoke so fast repeating his words that
she did not repeat them comectly. He needed to
repeat a second time 525 operator ralayed
corractly. 525 customer thought the operator
Was new and probably nervous and waited to doj
everything right and spoke to fast on daing so.
Operator needs fine tuning to do job cormectly
and opt will be good rep of 525 service.
Apolagized for problem encountersd advised
info would be forwarded to supemvisor,
Customer requests contact.

0E/24/02

Coached CA to slow down and she
apolegized. Conducted consumer
follow up on 7/16 updated him and
talked about STS in general.
Appreciated the follaw up.

TG

06,2502

21

| would like to see the relay system changed to
allow the agents to repeat what they just said if
asked to on a relay call. | was at the airport and
it was very noisy and | asked an agant to repeat
samething she had just said to me as | simply
did nat hear her with all the noise and she
rafused to do so saying that she was not
allowed and she then typed everything 1o my
deaf caller and it causaed a lot of confusion on
the call. | simply wanted the phrase repeated.
RCS response: Apologized to the customer and
assured that we would send the complaint to
the training departiment as the caller did not
wish to get any specific agent in trouble but just
wanted the issue fixed so she would not have to
go through this hassle again.

701402

Tralning dept trains CA's ta repeat if
the customer requests because they
did not hear it. Only repeat info
currently being relayed.




July 2002

Tracking] Date of Cat. # _ Nature of Complaint Date of Explanation of Resalution
# Completion | of Completion Resolution
Woice caller reports her voice child was trying 1o
place a call to 411 and reached relay. Agent The agent number identified by the
called the child "a worthless child”. | apologized caller is not assigned to any
00102 17
that happened, and assured the caller that the 0TAZ(02 amployee. There is also no
agents supervisor would be notified. Callar customer contact infarmation
requested no follow-up.
2004
VGO caller upset with GA that reached a busy
signal. Told CA to redial 'they can’t be busy all . . |
day’ CA redialed, busy, redial again, busy, and E:‘E:'I':idézﬂxdnﬁe;e:cas mbproggfs
redial again. VGO angry that the CA stopped e ) 5 v UE; I'u“CA
07/04/02 3 redialing. CA said she wasn't sure if she wanted | 07/04/02 and T le dn B UTY r:' Ij:':g'
to redial or keep redialing sinece the VICO didn't ;ac:: liigllsa::ri;c::s.:d wit::ur:[
say keep redialing. | apologized for the furth bl P
inconvenience asked the VCO If she did want to e
keep re-dialing umtil finging. VCO said yes.
2008
Custamer want agent not to use ‘Relay lowa’ in
announcement. She is calling from Minneapolis
using 711 and reaches relay lowa. This is
confusing to everyone Customer wants agents
to no use any state to announce. Confirmed TROUBLE TICKET results - Informed
caller used 711 and reached Relay lowa when custormer that they need to contact
07202 21 . ; }
calling from MM, Assured caller | would infarm il their LEC {or CLEC more lkely)
techs of this. trauble ticket 285613 Offered to about this issue.
enter customer notes to say "change
announcement - do net say state’ customer
accepted. Motes entered, Mo follow up
reguestad,
2028
The customer had to hang up in the middle of Followed up with GA. CA does not
the call because this CA couldn't keep up w! the recall having a relay call terminated
Lifiaie 7 typing. Apologized to the eustomer and Stk by 1B TTY recently. States that she
2054 informed them CA would be followed up with, never had problem w! typing speed.
The caller wishing to place a LD call using Sque 1o customer on 7’23_" s LBC
: 7 X LD is not om ar. Bt o/'c lec list. Abowe
calling card but reached a recording stating that . i .
) ) . is a California cord that went week
the LD carner has been discontinued. Customer He is not Intereated In having hi
07/16/02 29 uses SBC caller service calling card. 073102 | e o AR r:‘ Hg i =
Apologized to the caller and assured him that it Vo Sori tLl ; ts
would be checked into by Sprint tech. CA will be EOTIES By 8-SR LOrQ EMnce
" - . card and make the call through the
reviewed on proper procedure in this situation.
2038 MRS,
TTY user was upset because they were trying
to reach a# ending with 6104 and kept reaching| g
6103, Thay were very upset and thaught the CA A T L T 2
. dialed same # but reached a different
was rude because the CA kept typing # calling . ) )
% instead. This was verified by
pls. They also thought there may be tech assisting TL Jodi that CA had dialed
07722102 17 problems on our end. | apolagized to the 07/25/02 g

2048

custormer and said | would write up a complaint.
Supervisor had previously helped en this call
and the CA was dialing correct #. The voice
mail had a different # than dialed on the
recording.

# given correctly. Customer
mentioned this has happened before
appears to be a Phone co problem,
CA did follow correct instructions,




Woice customer questionad why the CA typed
his sighs and backgreund conversation. He did

| explained that the CA's are reguired
le type everything that is heard. | told
him that the CA's always question to
make sure the customer has
received a ralay call before. If the

L= ) = not like that the CA did this. No follow up O7/23/02 |customer has not the CA ik always
S careful to inform the customer that
‘everything that is heard will be typed
to them'. 1 ald him CA'S are the TTY
customer's aars, He seamed
satishied
2052
| apolagized that the line was
Custaomer demanded that CA be fined because producing garbled W, Informed
they kept interrupting TTY type. Custamer very callar tAL typd Wi cléar riow. Alter &
insistant that this be resolved instantly lesson in relay ch.'alrf of command
07/30/02 26 Custemer requested new CA to place new call. | 07/30/p2 |7 the caller | again stated the
CA noted that the message from caller was typing was now clear and asked if
garbled - he was trying o clear garble by they would ke (o F.IECE ol - Qallar
pressing space bar accapted on condition that a different
: CA take over call - Agents were
switched no further issue
2067
Customer having trouble w/ new 525 agents
not understanding her, Customer needs agents.
to understand her for her work new agents need
more training. Apologized to the caller explained
07#01/02 20 it takes practice and time for new agents to get | 07/01/02 |Ne fallow up necessary.
accustomed 1o different speech patermns.
Suggested she ask for 2 agents to assist with
her call when one agent is having difficulty
Custermer happy to know she can do that
4736
4736 Q7001102 21
Per the technician this is 8 known
Customer is reporting on behalf of TTY user isswe under inwestigation regarding
dialing 71 1for MN relay dialing a local call but 711 and the Minneapaolis calling area.
relay says it is long distance. Then they get a When the users dial 711 they drop
recarding that their LD service has been inte the MM Relay as an lawa call
temparanly discontinued, | apalogized far the Thus even local calls say they are
R 2 inconvenience. | verified that it should be local Sl long distance. They can use relay
call. | told customer | would open a TROUBLE without any problem if they use the
TICKET for relay techs t investigate. The 800 # There may be a problem wit
customer would like follow up from the acct the Qwest switch. Called customer
mgr. incident # 1000297842 and left her a voice mail instructing
her fo have TTY user call 800 &
31860
Customer gave the relay agent number to dial
and the words to tell the person who picked up, CA remembered call and said she
Mobody answered and there was an answerng did not lzave msg. Typed {answering
mach. The agant left 8 message even though mach hung up) because 1B instructed
a7an2 3 the customear did not instruct her 1o do so. | 0B/05/02 |if answering mach disconnect. She

TG

apologized thal the call was not handled
properly. | told thie customer | would document
the complaint and forwarnded it to the agent's
supervisor. No follow up neaded,

said she may have accidentally hit alt
9 then backspaced to correct it but
did not leave a msg.




325G

07f31/02

29

A MN speech ta speech customer called to say
that when he used two particular agents that
their volume flexed all over the place and made
his calls very difficult . Told customer | woulkd
put a TROUBLE TICKET 1000320713,
Customer can be contacted.

DE/01/02

TROUBLE TICKET results - Placed
test call with same originating
number that custamer was calling
from to Speech to Speech station.
Had agent establish voice bridge to
my office phone. Spaoke with agent
tar several minutes. Had her adjust
volume up and down as well as move
her headset micrephone to differant
locations. Voice was very clear. No
indication of a problem.




A_ugust 2002

Tracking| Date of Cat. # Nature of Complaint Date of Explanation of Resolution
# Complstion | of Completian Resolution
CA stated that she is excellent typist
The customer stated that this GA was typing it recgll any poor typing
very poorly and it was almost impossible to 2 “e_“ e L
OBI02/02 T figure out what was said . She also stated that 0BI02/02 ol p-min-lam_ L
she noticed that typing has become severe rLy que%mns il the. I:us!-::lr!'ler.
problem lately. Wished a follow up. A follow up is r,ﬁqueamd via smail,
Followed up with customer an
- customer states that all is okay now.
Customer called in stating that CA toak contral
of the call. The customer states that they wene
given a web address and typed it back ta
confirm it. The CA then typed “Are you )
confiiming the address n]t.:pl am 'caIk::rng to you" | CA racalls this DBWCUIEF e
axplained to the customer that from it sounded attempted to remain transparent and
08/05/02 4 like the relay was redirecting the voice person | 08/06/02 IF:'}E what was said, CA adhered 1o
whila latting him knew the person had been elay pml_ocal of net using
spaaking to her instead of him. The customer AL B e g L
then said that the CA should have put ML s
paraenthesis around what was said to her. | then
asked if the customer wanted me to write up as
a complaint, Customer does not want contact
32126
Cansulted with the agent. Ha had
asked for a number to dial and then
MN 528 customer frustrated that agent was received a ralsed woice as a reply
rude and needs more training, Customer asked and was not able to discern meaning.
for another agent but did not get anyone alse. A second agent assisted but too |ate,
Custorner was kept waiting. Custemer would Contacted customer an 819 - |
0B/18/02 17 like a fellow up phone call during ewening khrs. | beAae apelogized and explained that the
apologized for the frustration and assured this assistant had arrived but too lae,
customer that she would be called back after and that | would infoerm agent | had
the agent is consultad. talked to customer, Customer was
thankful, had no questions and hung
4858 e
TROUBLE TICKET results -
Attemnpted to work with the hatel ta
have tes! calls made into the test
Customer is trying to place a local call from paosition and no one was available or
hotel in MN. Relay is showing the customer is had the time to make the calls. | have
calling from Cedar Rapids 1A which makes the attempted to contact AT&T(the lacal
call appear to be a long distance. | apolagized Service pravider) and was passed
D8/18/02 23 far any inconvenience and advised the DBM9/02 |around to about 10 different people

328006

customer o contact the hotel staff. | told the
customer | would open a trouble ticket far relay
techs to investigate, Custormer doe snot require
follow up. trouble ticket number 000352023

within the company for support, none
of which said they had means ta test
the number. Could not find anyone
that would work with the number and
see if the comect digits were baing
outpulsed fram the switch in which
the calls were going through.




Wanted ta knaw why this CA disconnected his
call a couple of minutes ago. Mo follow up

We had a T1 bounce within that time

08/20/02 5 necessary, | apologized tor the incenvenience it | D820/02
may have caused him and stated | would wite D
2096 up a report about this,
| explained that this CA simply
The caller faund it a little strange that after the adhered to Relay protocal of not
call, the caller atternpted to hawe a little chat having a conversation or chat with
with this CA however the CA typed in the caller and this was the protocol
parenthesis (CA cannot engage In a that was set for years that | know of
Lot o conversation) and this was the first time he oar21/02 After a few discussion | offered the
recaived such comments. Sald used relay for caller to customer serviee and was
years and always had a "a chat" with the CA's. transferred. The question asked by
Wanted to know when this has changed. the caller was pertaining to the ralay
call as well as comments.
2099
Followed up with GA. The CA states
Customer has her COC stared in her relay that when the caller gave the number
database, however agent prompted for the info she reached a recording message
anyway. Customer thought she would ne longer "Your LD carnier has been
have to give that info since it is stored in the discontinued”, The caller then asked
database and she wanted (o know when this the CA, if the COC info is in the
had changed. | apologized for the error, | database. CA replied no since there
o - varifiad that her COC is stored in the database Rkt e was no info listed on the customer
and that the agent should not have promipted faor) notes. Coachad the CA that the
that info. | told her | would document her customer note and the database is
complaint and forward it to the call canter the two separate info packets and COC
agent i lecated for a supervisor o coach the is no nacessarly listed in the
agant, Customer does not require follow up. customer notes, Advisad her to
actually check the database itself,
12098
Vaice customer calling to MN relay service and
trying to use ATT calling card and is many timeas TROUBLE TICKET results - The only
is unable to process her call using the calling time tech was able to duplicate this
card number, RGS- Agent did try to complete issue was the first few times tech
using agent who processed the call corractly but attermpted the call but that i1s just
stated just as the customer said that she was because tech is old and no better
unable to complete the call as a recording came than an agent fresh out of training.
08/22/02 29 on saying the calling card was invalid. The 08/05/02 |The other problem may be because
customer said she |ust checked the card and it the persen thinks their pin # is
still has 200 minutes and that this happens all different. | she gives the right pin and
the time. |t she keeps calling back eventually gets an agent with mare than two
the agents are finally able to process using the days experience her call will ga
card. Customer would like a call back when this through every time. Closed. Left
problem is fixed. Can leave msg. TROUBLE message for customer.
TICKET NUMBER 10003583952
330806
Custarmer was angry because a CA hung up on
themn and would not repeat what voice person
said after they hung up. | apologized for the
D&f23/02 5 inconvenience of the CA hanging up and 08/23/02 |No follow up pozsible.
ancouraged them to try and catch CA #5s in the
future: | also explained the policy of not
" 108 discussing info after the OB has disconnected.
2105 08/23/02 21




Called above 10 minutes ago - gave agent all
instructions for retrigving voicemail - got no
response at all from agent. Waited and waited

Met with agent . Ws informed that
supervisor assistance was reqguasted
in order to process this call Coached
agent on the Importance of keeping
customers infarmed when requesting
SUpervisor assistance, Also coached
agent on procedures to follow when
retrieving voicermnall messages

D8r24/02 0 still no response, Sent several GA's still no 08/01/02 |Contacted customer and apologized
response. Finally hung up and redialed relay. for the incanvenience and informed
Customer requests follow up after agent har that the agent was coached on
coached by TTY. the proper procedures to follow when
retrigving voicemall messages and
when requesting supenisar
assistanca. The customer was
thankful for the follow up and was
satisfied with the resolution provided,
4890
48590 08/24/02 1
4880 08/24002 3
ABE0 08/24/02 4
4880 08/24/02 18
Customer called and gave agent call info to
retrieve vaicemail. There was about a 2min
pause then a GA The agant did not relay CA does not remember call but said
everything on the voicemail. Agent said the pause was probably due to
woicemail left a name and number to call. getting her notes an voicemail and
08/24/02 a Customer had roommate call volcamail and 08/30/02 |said she knows to type { lost infa) if
raommate slaled message was a least 1 1/2 she missed something. Coached an
minutes long. This s very unprofessicnal and it baing expedient and retrieving
is becoming a big problem. Apologized to volcemail CA 15 new.
customar stating agent would ba coached.
Customer wants follow up after coaching.
4891
4891 08/24/02 4
4891 0824002 9
4881 08/24/02 18
Complaint about various agents - when friend
calls and want to leave TTY messags on voice
answering mach they hawe to convince the ralay
operator they can do this and it takes 2 or 3
|
08/24/002 18 times. This causes many problems and user 082602 Added customer notes. Unable to

4884

getting frustrated, Put & note in customer notes
that relay can leave TTY message on voice
mail. user satisfied and hopes this helps. No
follow up needed at this time for this problem.

follow up with CA due to no # given,




The customer called in ta let us know when
trying to reach X0 oo through relay the
line would ring onse ar twice and then aither go
to a fast busy or he would get an all circuits in
the busy in the area recording. When the cal

TROUBLE TICKET results - Call
completes now, and there were no

08/24/02 29 was attempied without relay the call was able fo 08/26/02 Eutages around that time on
complete. Thanked the customer for calling in ::-alurday, 50 this is very likely a LEC
with the info let him know that | would have the 1BenE
techs check into it. TROUBLE TICKET 366720,

Customer does nol reguest contact.

331356

| did tell the customer that CA was
following relay protocol and relay
employeas including supervisors
were not allowed te participate in
persgnal conversation. Customer
went on at great length as ta how the
relay employess wark sa hard and he
wanted to make thair day more fun. |
explained that supervisors as well
could net indulge in personal

TTY vanr-wik zonceried et GA wall niot conversation with customers as they

- i ware after also needed elsewhere

answer question of a persenal nature. | said CA H St

08127/02 21 tald him could not participate in a personal a oar7oz |0 e el LR e

} ) protecol. to be that it is ok to be

personal convarsation and asked if he wanted 5 i A )
involved in personal conversations. if

to place another call. -
they are very short. | ask if he would
like a response and he said yes. This
contact lasted 36 minutas. Same
persen called and asked for me by
name and said he didn't want to get
me in trouble for talking too lang. |
said we would be happy to talk with
hirn if he had specific problems
related to relay calls. He ssemad
very satisfied with answer and
digcannected.

2112

Customer made a call loeking for a live persan,

"Person here acting rude to ma" . Customear

upset because still no live person. | explained Customer askad for techinical

the pracess of the call to thal point. Customer suppart. CA dialed got option far

had asked CA to prass option1 which CA did technical support. Recording took

08/28/02 17 then customer asked for option? to be pressed | 0B8/28/(02 |place with 4 or 5 more numbers to
which CA did, Customer said they wanted tech dial. Customer said no thanks and
support. | advised CA would be happy to redial hung up. Observing the CA, CA
and find aptian for tach support. Customer hung handled the call correctly.
up after redial wi'o giving opportunity it find out if
wanted follow up

4949
083002 24 Called relay from work got TTY tones, 08/30/02 EXDIRingG and oheed Tollwly Sna

1822

interested.




2116

08/31/02

21

TTY custemer was very upset that agent wauld
not answer his question is regard te why he was
sent the following: (explained relay) and asked
CA why u explain relay twice g GA? He slated
that CA won't give info is not goed answer in
conversation.” TTY wser indicated that agent
typed response to TTY user was similar to the
following "agent cannot get involved in
conversation'. TTY user then requested a
supervisor. TTY user indicated “agent in charge
then talked to him. Asked AIC whal there first
name was and AIC typed response was agent
is not allowed to give first name bic it is against
company palicy ™ TTY user was very upset with
agent for not answering his question and AIC
bic he's naver heard of supenvisor not providing
there first name when responding to a call. This
Gall cam into MRS asking if this was the
Moorehead R center and requesting Gloria,
Wanted to know what center handled previous
call etc. After further clarification w/ the TTY |
apolegized for the inconvenience attempted to
explain protocol {interrupted constantly)
provided the BOO MN relay TTY numbers and cu

0512403

Coached the agent and the AIC
Told them to respond when the
customer has those type of
guestions.

2114

03r28/02

Wanted to talk to Relay Supervisor/ area
manager because caller is "sick and tirad of
rules changing at relay". Wanted area code
infarmation for Duluth, MN and CA and did not
help get it Apologized for the trouble, assured
caller that CA's will do DA/11 calls for area
code FPut current CA back an line to complete
call

08/28/02

hiet with CA, who said that this
person wanted her to immediately
check her yellow pages since she
was in Minnesota, She told custemen
she didn't have access to phone
book but caller insisted she did. CA
followed protocol as caller did not
specify to call DA




September 2002

Tracking] Date of Cat # Mature of Gomplaint (Iate of Explanation of Resolutian
# Comglation | of Complation Resolution
Explained how te work around tones,
09/04/02 24 Calls frem home into relay, hears TTY tones. 09/04/02 malled L8 form fo b:’and voiee
gince only used by voice to call into
1823 relay
Person was upset said CA said “thank you for Unable 1o follow up as that CA # s a
using MN relay" and then hung up on them. male and was not working at the
0g/07/02 3 Said they had just placed their call_ | apalogized 09/07/02 time, Caller must have had an
2132 and said | would write up a complaint, incomect CA #.
Followed up with CA. CA has not
TTY userwas confused because typing font expanenced any changes in font on
changed during middle of call and the TTY user relay calis. | believe it is not possible
sl &l was wvery concerned. They falt the CA was oe/10/ma for the CA to change the font since
maybe just fooling around. Requested call back. w do not have access ko this
2141 particular tool / program,
525 caller repants that oparatar did not | coached agent in proper
announce call as MN S2S operator does. not announcament procadures and have
process call well unless specific instructicns are provided har additional help in call
given, Caller also suggests that S25 oparatar processing skills. Contacted
shiould tell 525 caller when they will be custorer. Discussed the agent
switching to another operator, Would like ta change procedure and decided rnot to
know before the switch is made then 525 caller make any madifications in
0812102 20 could inform the persen on the line of what was | 00/17/02 |procedures for the customer's calls
happening this would be wery helpiul. as the problem accurred on only one
Apologized for problem encountered and call. If he experiencing problems in
advised complaint would be fwd te supervisor, the future he will let us know and
Advised caller the S25 operator's followed the apprapriata changes to customers
policy for switching operatar but S25 wants a noted will be made. | thanked the
new palicy. Caller requests contact regarding customer for the valuable feedback,
this complaint. Cuslomer said he was satizhed,
33716
Customer calling long distance and CA dialed
the wrong number, The customear was unaware
that she needed to have the agent get
immediate eredit at that time and called in ta
custemer service for credit. | let her know about I went over procedures for immediats
09i21/02 3 requesting immediate credit and did let he know| 0822/02 |credit with CA, CA now has a better
that when the bill comes in if she sand me a understanding.
copy of it | can gat the charge removed far her.
Thanked her for c;alling in and apologized for
the insonvenience, Customer does not request
contact with resolution in regards to agent.
3412G
WCQ reports the agent did not follow Customer
database notes indicating AT&T calling card
info far all long Q|3iance calls agent processed Met with CA. Went over importance
call throwgh Sprint network, YCGO suggests of following database notes, GA does
021102 2 agent needs training. Apologized for the OB22/02 i

408G

problem encountered advised VCO if charged
by Sprint 1o contact Cuslomer senvice and will
credit advised complaint would be fwd to
SUpervisor.

not remember this particular phone
call.




2172

09/24/02

27

Wiould like to know why the relay numbear
doesn’t show up as 711 or 1 00 rather that
unavaiabla an tha caller 10.

09/24/02

Apologized for the inconvenience and
stated this involved featunes and
suggested to the custormer to be
transfemed to customer service for
further guestions, Customer obliged
and was transferred.

2174

Q2602

Woice outbound received call from prison.
Apparently asked CA a guestion during
conversation, CA did not respond was very
angry at CA (and relay servica in general).
Ashed the CA far his # CA did not respond and
hung up on customer. Told the caller | was sorry
for the inconvenience. Gave the caller my
name. The customer insists we investigate the
incident find out who the CA is and call him
back.

O82B02

Mo fallow up necessary - no CA 1D #
Called custamer back and customer
is fine and just wanis CA's 19 type
what is being said. Has no specific
issue. - Trich Shipley

2179

08/28/02

25

Custarmer was vary disappointed with the relay
service, They said that their daughter could not
contact them through the relay via 711, This
made their daughter distraught. Custamer
wants to know why 711 would not work, |
apologized for their problem. | was unable to get,
any other pertinent info, customer would like
follow up,

10/01/02

The girl calling is nnr:,' 9 .and was not
using the phone correctly. Spoke with
the mather and all s ok now.

34306

09728402

21

GCustomer called to ket me know that the parson
did not process the call properly. She gave the
number to call. When the other party answered
the operator did not announce the call to her,
The hearing person repeated "helio hello" and
didn't get any response. This was a very
important call and the hearing person was leery
of relay as it was then the operator did not do
his job. Thanked the customer for letting us
know about this apologized to her for the
prablem she had with the agent in processing
her ¢all. Customer does want contact with
resolution.

09/25/02

Operater states that calls ware made

1824

09/164/03

24

Calle from work into melay, hears TTY tonas.

09/18/03

Explained how to work arcund tanes,
mailed COB farm to brand voice
since only used by voice to eall inte
relay.




QOctober 2002

Tracking| Date of Cat. # MNature of Complaint Date of Explanation of Resalution
# Completion | of Completion Resolution
Custarmer was very angry about their call
handled by CA. They said the CA was very rude CA did admit to handling call
and didn't do the job asked. Customer asked incorrectly. CA stated they were
that the CA not announce their call w/ normal confused by the customers
intro. Instead customer asked that the CA ask instructions and did not clarify before
for their uncle. CA did normal greeting and did dialing cut. CA did state however that
10/02/02 = not keep the customer infermed, then gendered | 10/02/02 [they did gender correctly and did not
a male voice with a (F). After this the customer disconnect caller. Caller
asked for CA#, which CA gave, Custamer then disconnectad by herself. | reviewed
asked for supervisor and CA disconnected. | policies regarding this call type with
apologized to the customer for the CA, CA clearly understands correct
inconvenience and sakd matter would be procadure.
resohved. Customer does not want a call back.
2188
2188 10/02/02 4
2188 10/02/02 5
2188 10/02/02 17
TTY user called and left message on answering Met with CA_ CA b
machine, TTY user was concemed that CA g e Lo AL e .
would not answer har when asked if the B e !Ine sk
10/05/02 4 message was left. Would like call back. 1oi08i02 |¥hile CA was dialing back to leave
Informed TTY user this information would be o e deman;hated :
forwarded to supervisor. Customer was A1 DR L LT AL R ]
frustrated and disconnacted, procedure.
2180
I informed wvoice that as an autbound
phone user the TTY had control of
the call. | also said regarding waiting
to woice message CA was following
WVoice person OB called with complaint that CaA protoeol so as to make TTY message
wiould wait until TTY was done typing before mare conversational. Woice indicated
vaicing. Woice was outbound and said "operater that the majority of voice customers
| am talking to you. Please talk as they are prefer to have message voiced as
100502 17 typing". CA replied she was not allowsad to be 10/05/02 |typed instead of waiting and said
part of conversation, "Voica then asked CA “TTY wsers wouldn't know the
again to speak as typing appeared™. At end of difference anyway". | told voice |
call CA began reading as message typed and would take down all the informatian
voice thought it was too slow. and have this info farwarded to
custamer sanice. | also met with CA
and voiced approval of following
protocol and cautioned regarding
exaggerated slowness,
2192
Apologized for the inconvenience it
The customer from the Hair Salen called L L N R R
R " that we are bound by federal law not
requesting info regarding a deaf customer and o keap such conversation betwean
10M18/02 21 the CA who relayed their call. Said the call was | 10M18/02

2216

disconnectad and they were setting up an appt -
need to know if it was confirmed,

two callers and we didn’t keep record
of these calls made by the caller -
Also explained CA protocol. The
caller seems to understand.




Uses relay often, This CA was very rude and
seemed like an angry person. Allowed her to

Followed up with 4 CA is not
awame of this, CA was coached on

122002 17 . 1 24/
vent, spoke with her awhile and tald her it wauld Hazaz how her tone may affect the call and
1825 be shared with the relay center ba aware of the tones used
CA had not worked at all on this day,
¥ user was upset because CA was rude and Possibly wrang CA% Apologized and
10428102 17 waould not answer about DVD. Said | would 100/29/02 |had current GA place call CA was
follow up with CA. mot scheduled - no follow up neadad,
Wrong CA #.
2234 ¥
| apalogized to the caller and
explained that all operator need to
Caller just gat a call through relay but operatar ask if a person has received a relay
wag speaking indistinctly & did not do proper call before and to always give out
announcement. Refused 1o give their operator # operator # Told caller I'd file a
10/07/02 4 and was rude. These times caller asked what complaint on their behalf but was
was relay and operator would not explain. unable to follow up an the cperator
Happened about 5 minutes ago. Mo follow up without an operater # Caller would
requested. see about checking with TTY who
called them to see if they got
aperator # and may call back with it.
2197
£187 ]
2197 17




November 2002

Tracking] Date of Cat, # MNature of Corplaint Date of Explanatian of Resalution
# Completion | of Completian Resolution
§ Explained to the customer and
11401102 24 A o O TN AN L 11K2 |offored foilow 0p R Co-workers:
1826 Caller not interested
Explained to the customer and
1101102 24 g;':d S R L S LA 11/01102 |offered fallow up for co-workers.
1827 : Caller not interested,
The caller was upset with GA. Stated that after Followed '_m' with CA A.n:{:nrdl.ng -
she gave the clasure followed by GA and tald CA the voice person was_ talking .and
aperator "l would like to make another call”. Igzii:%”:i:': ?yz?n?zﬁ: i
11/05/02 3 Eiﬁ:?;ﬁ:&::g:ﬂmfglpfgfgof:::Li‘;nt;[: eml:tn ®| 110502 |customer interrupted and said tq- call
following their instructions. Apologized to the another number. CA had OB volos
Euddonmer and sxsuned that the CA wauld be on line based on t!1a3|r request to
spoken 1o, speak to a supervisor. CA was
coached on proper procedure.
2244
Customers asked to speak lo a supervisor to E: duﬁ::l m:{fiﬂjﬁ;’:h ':E;Lk; ;h{;
report that CA hung up an thern in the middle of da::iotsrt-:all R situ::ian CA was
11/11/02 5 an important call. Apologized for the M2 X ]
inconvenience and said we would speak to CA, cqa:hed m:' the importance of not
Na follow up call necessary, disconnecting a call and understands
the consequences. - Team Lead
2251
Customer cannot get through to Pacific Bell
800# through relay. Customer was informead a TROUBLE TICKET results - Tested
trouble ticket was submitted yesterday and she using CRS to the 800 toll call # and it
'wants to be contacted regarding resolution as went through fine, Attempted ta call
11/12i03 20 this call was important. Agent uses Regim?al 1219102 cusmmer_cha‘l'ted mth customer and
800 procedure and gets recording saying "you follow up if things improve and any
must dial & 1 before this number. | apologized issues with Spnnt Relay - things are
to customer explained plan could be with relay good and ne problems lately she was
or with the 500# and thanked her for patients. pleased | called to follow up.
TROUBLE TICKET# 827175,
4590
Customer calling from number X K X
could not dial DA through MM relay. Apologized TROUBLE TICKET results - MM
o the customer for the problem and 1t then doesn't allow out of state ANI's to call
11202 24 Kmow a TRCGUBLE TICKET would be Dpened_io 11113003 out of state DA, System is working as|
investigate the problem. Customer is requesting designad. Could not follow up with
am armail follow up from account mar on custarner as provided wrong email
resolution of problem. TROUBLE TICKET address.
A0a6H S32007
Explained ta the customer and
111 3/02 24 Called relay from waork heard TTY tones. PBX, 1113/02 |offered follow up for co-workers,

1628

Caller not interested




MM hard of hearing voice customer upset that
agent typed to the TTY user to repeat whan
asked agent to repeat something sha had
migsed in the conversation. She feels the agent

| explained the agent was following
their training 1o type everything heard
ta the TTY user as the conversation
is between the TTY uzer and the
hearing persen and the agents are to
be just & wire. Customar was not
satisfied with this info and reguested

11/15/02 3 should just repeat te her and that the training ; i
neads changing as this would take forever o ﬂmh.ﬁr contact with resclution via
get through a relay call and all other agents email. Attempted to contact custorner
always comply with the request to nepeat as 11/25 - rnalla_tl far clanﬂgmﬂ; 1202 4
e Emailed 2nd time for clarification;
12/8 emailed 3rd time and offered to
meet in person, Closed dua to no
respanse back form the customer.
3NT0H
TTY upset that CA procassed LD call -
improperly. Concemed that charges would Went cver m"?d LD_h”“"g )
11/17/02 4 appear on bill when CA never asked how they | 11/17/p2 |Procadures optians with CA. CA s
wanted call biled. Apologized to the caller for [”;Zﬁ:m of limitations optians on
2259 the problem, :
The customer called in and gave BO0# to dial
The agent dialed the wrong number and was Cortacted customer and she was
told there is no number like that, The custamer content with relay. Gave her my
asked the agent to redial and got nothing from TTY# for future use (Trich Shipley).
tha agent. Tha custamer finally hung up and CA was very new whan complaint
Bl s redialed, | apologized to the custamer for the ALY ‘was made - forgot to cpen the
inconvenience and thanked her far calling to let headset to the inbaund lina to get
us know about this. Let her know | would write WCO user's request - Coached agent
this up and fwd on to the appropriate center. on propar WCO procadures
Customer would like contact with reschution
3146H
3146H | 11725/02 ]
3146H | 11/25/02 1
| emailed an explanation of how to
uge the VCO phone by pressing the
|Customer emailed a complaint to DOC and it ?A??Sazur:ir;:::;ﬁﬁﬁi:ﬁ:
11/25/02 35 wag farwarded to the Consumer R_e-lahun.rf 1220002 |emall and requasted if customer was
Office. Customer was frustrated with making _ ; :
VCO calls with her new VGO phone. saﬂs.ﬁeq_ Offered to lmee‘t _wnn hef in
persan if she was still having a
problem. Contact cloged due ta no
respanse.
1829
Customer was unhappy because CA did not CA did announce as asked by IB. OB
fallow her directions, Customer had asked CA walld not answer and started talking,
don't announce just ask are you open on Friday. so the CA then apnounced the call.
11727102 3 ChA proceeded to handle call normally and did 11/27/02 |Explained to the CA that because the

2273

not ask question. | thanked the caller for
informing us of the situation Customer did not
request call back

1B didn't want the call announced she
does not have to give familiarity of
service and can just begin ralay,




2277

11/20002

21

WCO was upsel that CA took too long to
respond. CA stated that she digled number
requested and macro came across screen that
stated number does nol accept relay calls. VCO
said nothing came across his screen so CA
tried again. Same macro again. YVCO did not
see on his screen, CA then typed message and
indicated recording and WCO was very upset it
took so long. | sawd | understond his frustration
and assured him 1 would mest with GA right
away. VCO seemed satisfied and did not
require call back

1002

After meeting with CA | felt CA did
fallow proper proceduras in
attempting to keep customer
informed.




